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Learning Outcomes

Evaluate the
role of Al in
enhancing

TQM
practices
within the
Registrar’s

Office.

Analyze how
TQM
principles
can be
applied

Develop
strategies for
optimizing
both process
management

Articulate the
principles of
Total Quality

Management
and staff

involvement.

within the
Registrar’s
Office.

(TQMm)
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The Evolution of TQM Across
Industrial and Societal Phases
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SOCIETY 1.0 SOCIETY 2.0 SOCIETY 3.0

THE HUNTER SOCIETY THE AGRARIAN SOCIETY THE INDUSTRIAL SOCIETY

Individual Responsibility  Inspection and Quality  Process Management and
for Quality Control Continuous Improvement



The Evolution of TQM Across
Industrial and Societal Phases

SOCIETY 4.0 SOCIETY 5.0

INFORMATION SOCIETY SUPER SMART SOCIETY

Data-Driven Decision- Human-Centered and Al
Making and System Collaboration
Integration



Total Quality Management

IS a management philosophy

Customer Total Process Integrated
Focus Employee Approach System
Engagement

Strategic Continual Fact-Based cCommunication
and Improvement Decision

Systematic Making
pproach
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Why Is It Important?

Promotes best practices
in leadership, strategy,
and operations.

Framework for improving
organizational
performance

National recognition for
performance excellence




Core Categories of the
PQA Framework

Customer
Workforce Results
S . Focus .

Operations
Focus

Leadership

Strategy Measurement,
Analysis, and

Knowledge
Management




Strategic
and
Systematic

pproach

Fact-Based
Decision
Making

Employee
Engagement

Continual
Improvement

Communication

Common Quality Pillars
Between TQM and PQA

Process
Approach

Customer
Focus

Leadership

Strategy
Integrated
Measurement, @ Operations
Analysis, and Focus
Knowledge

Management

Workforce

Focus
TQM forms part of the underlying philosophy of
PQA, with PQA building upon and formalizing
Results

TQM practices to assess overall organizational
performance and quality.



How does the Super

Smart Society
influence the TQM
role of school £
supersmartsocery  Fecords officers and

Human-Centered and Al I‘egiStl‘Cl I‘S?

Collaboration



B
Customer-Centric

e Understanding and meeting
customer requirements, ensuring
satisfaction and loyalty.

* Implementing feedback mechanisms
and service improvement strategies.

e Enhancing service delivery and
responsiveness to student needs.

Al Integration

e

personalized

Al-driven chatbots to Al-Powered experience in g
provide 24/7 support for Sentiment services like User fr‘lje.n.d ly
. . . igital
students and staff, Analysis for academic advising latforms for
addressing common Feedback and records pratt .

queries and issues. Collection management

reglstratlon




Al-driven chatbots to
provide 24/7 support for
students and staff,
addressing common
queries and issues.

USeP deploys chatbot Al ‘SePhi’ to enhance university
experience

Posted on: May 2nd, 2023 | Posted by: pad

USeP deploys chatbot Al ‘SePhi’ to
enhance university experience

We build dreams without limits

@ UPOU Massive Open Dista.-- ~ — X

®

UPOU Massive Open Distance e-Lear...

Typically replies instantly

54K people like this including Mon Macatangga and
8 friends

Education

Hi, I'm Openg, your wise MOOCompanion
and lifelong learning guide!

Tap to send

Get started

You started a chat with UPOU Massive Open
Distance e-Learning. We use information from this
chat to improve your experience. Learn about

business chats and your privacy. -
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Customer-Centric

Al-Powered Sentiment
Analysis for Feedback
Collection

Insights Report IE3

= ¢y IBM Watson®
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Total Employee
Engagement

e Encouraging participation and
engagement of the Registrar’s Office
staff.

 Providing training, development,
and a supportive work environment.

e

Al Integration

SIS with Al Analytics to
predict student outcomes,
track academic progress,
and detect anomalies in
student records

Personalized Digital Chatbot
Learning and Collaboration Feedback
Development Spaces Collection

LA




b
Process Approach

e Mapping and analyzing current
processes.

e |dentifying bottlenecks and areas for
Improvement.

e Implementing standardized procedures
and best practices.

e Automation for consistency and
accuracy

e

Al Integration

Deploying Al (Vivid or OCR
Software) to automate routine
administrative tasks, such as
data entry and processing, to
streamline workflows and
reduce errors.

Asana and Trello with Al
Integrations

Process automation and
workflow optimization
using Al.




prisy

Integration of Cyber-
Physical Systems

.y SESESEEREE SRR S e Aligning Registrar’s Office processes with
g | [RRRE T I the Institution’s overall quality
- el management system.
- e Integrating various university systems
] (learning management systems, student
information systems, etcjlinto one

platform allows for real-time data sharing
and collaboration.

Al Integration

e

Data Integration Al-Driven Analytics Intelligent Blockchain
Platforms (MU|9§0ft Tools (Tableau or Document for Data
and Zapier) Microsoft Power Bl) Processing Integrity




prisy

Fact-Based
Decision Making

* Using data and evidence to guide
decisions and process changes.

e Employing data-driven insights for
effective management and planning.

e Data Analytics for Process
Optimization

Al Integration

Custom Dashboards Student Information
(Power BI) Systems (SIS) with Al
Integration

m

e




prisy

Continual
Improvement

SO\

ST e e Establishing a culture of continuous

W Improvement.

AN e Utilizing metrics and performance
indicators to drive improvement.

e Continuously improving processes based
on performance results and feedback.

Al Integration

‘! CCESS,

e

Use of Celonis, UiPath,
Minit, IBM Process Mining or
similar Al to map existing
processes and simulate
potential changes to
identify bottlenecks

Paperless Office
(Digital
Documentation)

Predictive Maintenance
of Systems




Key Metrics for
Measuring
Performance

Processing Time
(Turnaround Time)

Definition:

Importance:

Goal:

The time it takes to
complete a student request
(e.g. issuing transcripts,
diplomas, certifications).

Reducing processing time
enhances customer
satisfaction and
operational efficiency.

Continuous reduction in
processing times through
Improved processes and
automation.

Measurement: Average time (in

hours/days) to process
requests



Error Rate
(Accuracy of Records)

Definition: The percentage of student
records that contain errors
or require correction.

Key Metrics for
Measuring
Performance

Importance: High accuracy leads to
fewer complaints and
rework, improving office
efficiency.

Goal: Reduction of errors through
automation, quality checks,
and staff training.

Measurement: Number of errors per 100
records processed



Key Metrics for
Measuring
Performance

a Staff Productivity

Definition:

Importance:

Goal:

Measurement:

The number of tasks
completed per staff
member per day (e.g.,
documents processed,
requests handled).

Higher productivity reflects
better use of resources and
more efficient processes.

Increase in productivity
through training, better
tools, and process
automation.

Average number of tasks
completed per staff
member before and after
process improvements.



Key Metrics for
Measuring
Performance

a Customer Complaints

Definition:

Importance:

Goal:

Medadasurement:

The number of complaints
received related to delays,
errors, or unsatisfactory
service.

Fewer complaints indicate
that services are aligning
more closely with customer
needs.

Reduction in customer
complaints through process
iImprovements and
customer-focused
strategies.

Number of complaints
received per month or
quarter, tracked over time.



Key Metrics for
Measuring
Performance

é Automation Utilization
Rate

Definition:

Importance:

Goal:

Medasurement:

The proportion of tasks
automated through Al
compared to the total
number of tasks handled by
the registrar’s office.

Maximizing automation
enables staff to focus on
more strategic tasks and
enhances operational
efficiency.

Achieve 70-80% automation
of repetitive and high-
volume tasks.

Track the number of tasks
processed automatically by Al
versus those requiring manual
intervention.



il
Communication

e Enhancing communication
channels within the office and with
stakeholders.

e Implementing effective
communication strategies.

e

Al Integration

: Use of GenAlin

Al-Powered Chatbots for Automated Email writin
. . Responses and 9
Real-Time Assistance Notifications correspondences




. How Can
Registrars Thrive
In the Super
Smart Society

and Effectively
Implement TQM
Approaches?

R



s  Key Skills

©0eo

Digital Literacy Strategic Customer-
and Thlnklng and Centric
Technological Adaptability Approach
Proficiency
Process Interpersonal  Cybersecurity
Improvement  and Leadership and Data
and Quality Skills Privacy

Management Awareness




REFLECTION

How can you leverage Al
and TQM principles to
create a more student-
centric and efficient
registrars office that
prioritizes both
personalized support
and continuous
Improvement?

S




REFLECTION

How can you utilize

¥ data-driven ins}i/ghts and
Al-powered analytics to
not only measure the
effectiveness of your
services but also identify
areas for improvement
~and innovation in
alignment with TQM's
commitment to
~continuous
ImMmprovement?

i
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Endnote

The future of higher
education is here. Embrace
the Super Smart Society
and lead the way with Total
Quality Management.
Together, we can empower
our institutions and
transform the student
experience.

'&C



Let’s getintouch ™

https://www.linkedin.com/in/zandramaningas/

+63 932 585 3770

zandra.maningas@gmail.com

9 https://www.facebook.com/znmaningas/


https://www.linkedin.com/in/zandramaningas/
https://www.facebook.com/znmaningas/
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AND ANY QUESTION?
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Vice President, PQA Administration 5 e Sl
Vice President, Plannlngc, Research, & HEHHS e

Extension, University of Cabuyao



